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Five years ago, President Obama charged me with transforming 
the Department of Veterans Affairs (VA) to best serve our Nation’s 
Veterans. The President’s unwavering support of those who have 
safeguarded our democracy is evident in the growth in VA’s 
budget — from $100 billion in fiscal year (FY) 2009 to $151 billion in 
FY 2014. VA has used those resources to pursue excellence in the 
care, services, and benefits we provide to Veterans. 

The VA Strategic Plan for 2010-2014 established our enduring 
principles: people-centric, results-driven, and forward-looking. We 
will continue to use those principles to increase Veterans’ access to 
benefits, eliminate the disability claims backlog, and end the rescue 
phase of Veteran homelessness. 

In terms of results, VA opened its first new medical center in 17 years in 2012 and, since 
January 2009, increased the number of community-based outpatient clinics by 55 to 
improve access for Veterans. We have ensured that nearly 90 percent of Veterans 
have a burial option within 75 miles of home. We have addressed both disabling health 
care issues from past conflicts and the needs of more recent Veterans. These 
decisions to better care for Veterans increased the disability claims backlog. Despite 
this growth, we have now reduced that backlog by 36 percent since March 2013. We 
are moving to a digitized processing system that will deliver faster and more accurate 
claims decisions in the future, accelerating elimination of the backlog. We reduced 
Veteran homelessness by over 24 percent between January 2010 and January 2013. 

VA has delivered or improved numerous other benefits and services to include 
expanding educational assistance through the Post 9-11 Gl Bill; supporting family 
caregivers; hiring additional mental health professionals in accordance with Executive 
Order 13625; implementing the Veterans Opportunity to Work (VOW) to Hire Heroes Act 
of 2011 in conjunction with our interagency partners; assisting Veterans to avoid 
foreclosure; and improving our internal planning, human capital management, 
information technology management, and preparedness capabilities. 

While we have accomplished much over the last 5 years, there is more to be done. The 
VA workforce is committed to this mission and privileged to have it. This VA Strategic 
Plan for FY 2014-2020 builds on our past accomplishments and drives further 
improvements in the delivery of benefits and services to Veterans. It maintains our 
focus on increasing access to VA benefits and services; reducing, and ultimately, 
eliminating the disability claims backlog in 2015; and ending the rescue phase of 
Veteran homelessness, also in 2015. 

This plan further articulates three strategic goals as we look beyond 2015. First, we will 
work to ensure Veterans are empowered, independent, self-sustaining, and well 
equipped for civilian life. Second, we will improve our ability to partner and work with 





those who provide benefits, services, and resources to Veterans through improved 
collaboration, business practices, and outreach. Finally, we will continue to improve our 
business operations to efficiently and effectively serve our Nation’s Veterans. 

We will achieve President Obama’s vision for a 21 st century VA. In doing so, we will 
strive to earn the trust and confidence of our Veterans as their advocate. 
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I. INTRODUCTION 



Rapidly evolving technology across multiple disciplines, an increasingly unpredictable 
world, shifting social and demographic changes, and tight fiscal constraints drive the 
Department of Veterans Affairs (VA) to continually reassess how to efficiently and 
effectively provide the best services and benefits for America’s Veterans. 

We serve a shrinking, but increasingly diverse, Veteran population. The number and 
complexity of disability claims continue to increase. Changes in health technologies, 
health legislation, and health care delivery systems will impact both public and private 
sector health care models. Technological advances in all disciplines are changing the 
way we communicate, learn, shop, travel, monitor our health, conduct warfare, and 
even memorialize the fallen. Our service to Veterans must reflect these changes. 

This VA Strategic Plan for FY 2014-2020 builds on our prior (FY 2011-2015) strategic 
plan. We will continue to significantly transform how we operate as a Department. We 
will keep the promises we have made to increase access, eliminate the claims backlog, 
and end Veteran homelessness. VA is committed to these promises, and its 
commitment is reflected in the selection of these promises as the Department’s top 
priority goals, the Agency Priority Goals (APGs). In addition, this plan places a stronger 
emphasis on defining success by Veteran outcomes; enhancing the quality of and 
access to benefits and services through integration within VAand with our partners; and 
developing our workforce with the skills, tools, and leadership to meet our clients’ needs 
and expectations. 

VA serves Veterans. Our success must be defined by Veterans. We intend to measure 
Veteran success in terms relevant to individual Veteran outcomes from VA benefits and 
services such as decreasing Veteran unemployment, decreasing home foreclosures, 
decreasing homelessness, reducing processing times for disability compensation 
claims, increasing preventive care and healthy lifestyle changes, and increasing access 
to and utilization of virtual care modalities. We trust our military Servicemembers to 
protect our freedoms every day. The men and women serving our Nation can, in turn, 
trust VAto be an accessible advocate for Servicemembers, Veterans, survivors, and 
their beneficiaries - a model of unrivaled excellence in providing high quality and 
integrated services as an agile and innovative organization. 
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Figure 1. 



Department of Veterans Affairs Strategic Plan Framework 
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Figure 1 is a visualization of the Department’s Strategic Plan Framework. 








II. THE DEPARTMENT OF VETERANS AFFAIRS 



The Department of Veterans Affairs (VA), established as an independent agency under 
the President by Executive Order 5398 on July 21 , 1930, was elevated to Cabinet level 
on March 15, 1989 (Public Law No. 100-527). The laws relating to Veterans benefits are 
revised, codified, and enacted as Title 38, United States Code, Veterans' Benefits. 1 

The Department of Veterans Affairs serves America’s Veterans and is their principal 
advocate to ensure that they receive medical care, benefits, social support, and lasting 
memorials. The Department promotes the health, welfare, and dignity of all Veterans in 
recognition of their service to this Nation. 

Mission 

Mission: To fulfill President Lincoln’s promise 

- “To care for him who shall have borne the battle, and for his widow and his 
orphan ” 2 

- By serving and honoring the men and women who are America’s Veterans 

VA is a customer service organization. We serve Veterans. Veterans are individuals who 
have served in one of the seven uniformed services who meet the length of service and 
character of discharge requirements prescribed by law. This includes the Army, Navy, 
Marine Corps, Air Force, Coast Guard, Public Health Service, and Commissioned 
Officer Corps of the National Oceanic and Atmospheric Administration as well as eligible 
members of the Reserve and National Guard components, World War II Merchant 
Mariners, and certain members of the Philippine Armed Forces. VAalso provides 
benefits and services to eligible survivors, spouses, dependents, and parents of 
Veterans, as well as caregivers of certain disabled Veterans. 

Servicemembers in an active status may also be eligible for certain VA benefits and 
services, such as Servicemembers’ Group Life Insurance, Traumatic Injury Protection, 
the Post-9/11 Gl-Bill, and the VAhome loan program. 

In this VA strategic plan, when the phrase “Veterans and eligible beneficiaries” is used, it 
is intended to be inclusive of all who are eligible for VA benefits and services. 

Core Values and Characteristics 

VA’s five core values underscore the obligations inherent in VA’s mission: Integrity, 
Commitment, Advocacy, Respect, and Excellence. The core values define “who we are,” 
our culture, and how we care for Veterans and eligible beneficiaries. Our values are 
more than just words - they affect outcomes in our daily interactions with Veterans and 
eligible beneficiaries and with each other. Taking the first letter of each word — Integrity, 
Commitment, Advocacy, Respect, Excellence — creates a powerful acronym, “I CARE,” 



1 The Department of Veterans Affairs was established by Public Law No. 100-527 and all laws relating to 
Veterans benefits are revised, codified, and enacted as Title 38, United States Code, Veterans' Benefits. 

2 Lincoln, Abraham. "Second Inaugural Address." Inauguration. United States Capital, Washington, D.C. 4 
Mar. 1865. 
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that reminds each VA employee of the importance of their role in this Department. 

These core values come together as five promises we make as individuals and as an 
organization to those we serve. VA’s core characteristics define “what we stand for,” and 
help guide how we will perform our mission. They shape our strategy, guide the 
execution of our mission, and influence key decisions made within VA. The 
characteristics are Trustworthy, Accessible, Quality, Agile, Innovative, and Integrated. 




Programs 

VA operates the largest integrated health care delivery system in America. VA provides 
a broad range of primary care, specialized care, and related medical and social support 
services. VA is also the Nation’s largest integrated provider of health care education and 
training for physician residents and other health care trainees. VA advances medical 
research and development in areas that most directly address the diseases and 
conditions that affect Veterans and eligible beneficiaries. 

VA administers compensation benefits, pension benefits, fiduciary services, education 
benefits, vocational rehabilitation and employment services, transition services, and 
home loan and life insurance programs. 

VA operates the largest national cemetery system honoring Veterans and eligible 
beneficiaries and their families with final resting places in national shrines, and with 
lasting tributes that commemorate their service and sacrifice to our Nation. 

VA provides contingency support for the Department of Defense (DoD), DHS/Federal 
Emergency Management Agency (FEMA), and other Federal Departments and 
Agencies during times of war or national emergency. 

Organization 

VA is comprised of a Central Office (VACO), which is located in Washington, DC, and 
field facilities throughout the nation, as well as the U.S. territories and the Philippines. 
Programs are administered by its three major line organizations: Veterans Health 
Administration (VHA), Veterans Benefits Administration (VBA), and National Cemetery 
Administration (NCA). VA is the second largest Federal department, with a workforce of 
over 327,000 employees. 3 

Services and benefits are provided through a nationwide network of 151 Medical 
Centers, 300 Vet Centers, 820 Community-based Outpatient Clinics (CBOC), 135 



3 About VA. Department of Veterans Affairs. 14 Mar. 201 3. http://www.va.qov/about va/vahistory.asp 
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Community Living Centers, 6 Independent Outpatient Clinics, 103 Residential 
Rehabilitation Centers, 139 Integrated Disability Evaluation System (IDES) sites, 131 
National and 90 State or Tribal Cemeteries, 56 Regional Offices, 6 Fiduciary Hubs, 3 
Pension Management Centers, 1 Insurance Center, 94 VetSuccess on Campus (VSOC) 
sites 4 , 284 Out-based benefits services offices (154 military, 130 Vocational 
Rehabilitation & Employment), 4 Education Regional Processing Offices (RPO), and 9 
Regional Loan Centers. 

Figure 2. 
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VA Office of Policy and Planning — National Center for Veterans Analysis and Statistics (008B1) 



Figure 2 depicts the geographical locations of select VA facilities by primary service as 
of September 30, 201 3. 5 For more information about VA facilities in your area, please 
visit: http://www.va.qov/landinq2 locations.htm . 



4 Department of Veterans Affairs, Office of Public Affairs, News Release April 10, 2013. 

5 National Center for Veterans Affairs Statistics (NCVAS). Department of Veterans Affairs Statistics at a 
Glance. Washington, D.C.: 2013. http://www.va.qov/vetdata/ . 
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III. VA TRANSFORMATION - WHAT WE HAVE ACCOMPLISHED 



In 2008, President-elect Barack Obama set an aggressive goal to transform VA into a 
modern 21 st century organization that would effectively and efficiently care for Veterans 
and eligible beneficiaries and their families. This transformation involved a fundamental 
change to VA operations and a significant shift in VA’s culture. 

VA is achieving cultural change by applying three guiding principles to its problem- 
solving and decision-making processes by being people-centric, results-driven, and 
forward-looking. 

• People-centric - To become an accessible and responsive organization, VA 
needed to expand and enhance its connections with Veterans and eligible 
beneficiaries, emphasize commitment and transparency, and engage with its own 
employees. VAalso made a commitment to be more flexible and agile to ensure 
it could put in place the structure necessary to meet the service and benefit 
needs of Veterans and eligible beneficiaries, while equipping the VA workforce 
with the wherewithal to do so. 

• Results-driven - The provision of effective and efficient benefits and services 
necessitated a new emphasis on data collection, metrics, and performance 
monitoring. Managers needed to be held accountable for results that mattered to 
Veterans and eligible beneficiaries. Additionally, it was essential that strategic 
vision drive budgetary decisions and program planning. 

• Forward-looking - Investment in VA facilities, technology, systems, programs, 
and business processes needed to be conducted with a view to requirements 
emerging decades in the future, including the needs of an increasingly diverse 
demographic of Veterans and eligible beneficiaries. 

VA’s FY 2011-2015 strategic goals focused on quality, customer service, and improving 
internal operations. These goals shaped our efforts to transform VA into a 21 st century 
organization: 

• Improve the quality and accessibility of health care, benefits, and memorial 
services while optimizing value. 

• Increase Veteran satisfaction with health, education, training, counseling, 
financial, and burial benefits and services. 

• Raise readiness to provide services and protect people and assets continuously 
and in time of crisis. 

• Improve internal customer satisfaction with management systems and support 
services to make VA an employer of choice by investing in human capital. 

Over the past four years, VA has made great strides implementing the transformation 
efforts. Highlights of these accomplishments include: 

• Access - VA has improved awareness of, and access to, VA benefits and 
services. Facilities expansion and upgrades, as well as new memorial service 
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locations, have diversified VA’s nationwide presence, creating additional access 
in both rural and urban areas. VA was able to re-invest more than $2 billion in 
both 2012 and 2013 in high-priority medical programs. As a result, more than 

4.000 mental health providers have been trained in evidence-based 
psychotherapies for Post Traumatic Stress Disorder (PTSD) and other mental 
health conditions, and more than 1.9 million Veterans and eligible beneficiaries 
benefited from rural health programs in the first half of FY 2012, comprising 37 
percent of all Veterans and eligible beneficiaries served. Additionally, new 
memorial service plans beginning in 2013 will ensure that 95 percent of Veterans 
and eligible beneficiaries live within 75 miles of a VA cemetery. 6 

• Backlog - VA understands the challenges presented by the disability claims 
backlog and has developed a comprehensive and aggressive plan to address the 
backlog. VA has adjudicated a record number of claims in recent years, with 
more than one million claims processed annually in FY10 - FY13. Improvements 
have been made in people, processes and technology to include deployment and 
continued enhancement of the Veteran Benefits Management System (VBMS), 
implementation of the Veterans Claims Intake Program (VCIP) and increasing 
awareness of the value of submitting fully developed claims. 

• Homelessness - VA, in partnership with the Department of Housing and Urban 
Development (HUD), has reduced the Veteran homeless population from an 
estimated 75,600 in 2009 to approximately 57,849 by the latest count in January 
2013, a 23 percent improvement. 7 

• Home Loan Program - In FY13, VA’s Home Loan program guaranteed more than 

629.000 home loans, the largest loan volume in program history; VA loans 
remained the largest no-down payment program in the Nation requiring no 
mortgage insurance. For the past 5 14 years, VA has maintained the lowest 
foreclosure rate compared with the entire mortgage industry, including prime 
loans, and VA’s seriously delinquency rate has improved for seven consecutive 
quarters; VA disbursed almost 1 ,100 grants for severely disabled Veterans to 
build or adapt their homes to a barrier free environment, and helped almost 

74.000 Veterans save their homes or avoid foreclosure. Since 2008, VA has 
helped over 320,000 Veterans avoid foreclosure, saving the Government over 
$11 B in potential claim payments. 

• DoD Collaboration -VA has continued collaboration efforts with DoD on a variety 
of programs to ensure a seamless transition from Servicemember to Veteran 
status, including interoperable Electronic Health Records (iEHR), the Integrated 
Disability Evaluation System (IDES) process, sharing more comprehensive data 
through the Virtual Lifetime Electronic Record (VLER), and implementation of the 
transition assistance provisions in the Veterans Opportunity to Work (VOW) to 



6 United States of America. Department of Veterans Affairs. FY2013 Budget. Washington, D.C.: 
Department of Veterans Affairs, February 2012. 

7 The 2013 "Point-in-Time Estimates of Homelessness, Volume I of the 2013 Annual Homeless 
Assessment Report. 
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Hire Heroes Act of 2011 that requires all separating Servicemembers to receive a 
VA benefits brief prior to discharge. In addition, to assist Servicemembers in their 
transition from active duty, VA has stationed full- and part-time VA representatives 
at over 200 military installations worldwide. 

• Human Capital Management - VA launched the Human Capital Investment Plan 
(HCIP) to transform the way it approaches managing its human capital, including 
programs that improve VA’s ability to hire and retain high-quality employees, 
empower employees to advance their careers, improve their performance and 
skills, and increase their personal development. HCIP has enabled VA’s human 
resources and administration office to launch critical initiatives and build 
infrastructure that supports them, including speed in recruiting, hiring, and 
retention (average days improved from 102 days to 87 days), and a corporate 
approach to training and development (with 140,000 VA employees trained to fill 
critical professional skills gaps). 8 

• Outreach - Access to VA has diversified and continued to grow through online 
efforts. VA’s FY 2012-2013 APG focused this aspect of access improving the 
speed, accuracy, and efficiency of information exchange. The eBenefits portal 
has more than 50 self-service features to manage and view benefit and service 
offerings online, including accessing official military personnel documents, 
viewing the status of disability compensation claims, transferring entitlement of 
Post-9/11 Gl Bill to eligible dependents (Servicemembers only), and registering 
for and updating direct deposit information for certain benefits. As of September 
30, 2013, there were over 3 million individuals with access to eBenefits, with over 
3.9 million visits to the site in the month of September 2013. Outreach spans 
across multiple areas including Veteran employment initiatives. VAuses a multi- 
pronged approach to improve Veteran employment opportunities, and recent 
initiatives to ensure employment success for Veterans and eligible beneficiaries. 
As of April 2013, the Veterans Retraining Assistance Program (VRAP) has issued 
96,000 Certificates of Eligibility since its inception in July 2012. Vocational 
rehabilitation benefits for Veterans and eligible beneficiaries who previously 
exhausted unemployment benefits were extended, and tax incentives for private 
enterprises hiring Veterans and eligible beneficiaries were also provided. 



8 United States of America. Department of Veterans Affairs. FY2013 Budget. Washington, D.C.: 
Department of Veterans Affairs, February 2012. 
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